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  Process ... Not an action step 
  Encourages multiple points of view 
  Builds legitimacy and shared responsibility 
  Involves diverse stakeholders in shaping the future 
  Creates allies and encouraging collaboration 
  Raising awareness and momentum for change 

“Never doubt that a small group of 
thoughtful, committed citizens  

can change the world;  
indeed, it's the only thing that ever has.” 

- Margaret Mead 
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 That is the question! 

 Don’t ask unless you plan to honor the 
input and the relationship.  

1.  Are the decision makers willing to 
accept stakeholder input? 

2.  Do your stakeholders care? 
3.  What is your intended outcome? 
4.  Is there time to do it right? 
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 Don’t ask ... If you already know what you 
want to do. 

 Define the level of influence 

  Focus on issues that generate interest 
  Investment of human capital (time and 

resources) will be tremendous 
◦ Make sure people care! 

 Use research to answer this question 
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 Convincing/Selling ≠ Engaging 

 Are you looking to build understanding of 
the problem or just support for your 
solution? 

 Think of the good relationships you have 
in your life ... 
◦ How quickly were they built? 
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 Public permission is needed for 
meaningful change 

 People won’t support what they don’t 
understand 

 Public is resistant to top-down approach 
 Discovery is more powerful than 

persuasion 
  It is a powerful communication tool 
 Builds an army for implementation 

1.  Begin by Listening 
2.  Attend to People’s Concerns 
3.  Get Beyond the “Usual Suspects” 
4.  Frame the Issues for Discussion 
5.  Provide the “Right” Information 
6.  Move Beyond Wishful Thinking 
7.  Expect Obstacles and Resistance 
8.  Provide Variety of Dialogue 
9.  Respond Thoughtfully and Conscientiously 
10.  Build Long-term Capacity 
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 Do your homework 
◦ Use research 

 Develop an understanding of 
◦  “Where” the non-experts are 
◦ Common language 
◦  Initial direction 

 Avoid 
◦  Starting w/faulty assumptions 
◦  Jargon and “education-ese” 

 Need to reconcile 
◦ What “they’re” worried about 
◦ What “you’re” worried about 

 Where are the gaps? 
 What do you have to acknowledge in 

order to begin moving forward? 
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  Satisfaction/support are a bell curve 
◦ Reach out to the people in the middle 

  Include the raving fans and the raving 
lunatics 

 Don’t forget the CAVE people  
 An invitation to everyone is an invitation 

to no one. 

 Begin with a clear purpose 
  Focus on conflicts and strategies 
 Account for varying expertise 
 Avoid tactical details and technical 

minutiae  
 Manage people’s expectations 
 Don’t ask questions unless you are 

completely prepared for answers! 
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 Right Type 
 Right Amount 
 At the Right Time 
 Ask people what they need to know 
 Avoid shotgun dissemination 
◦  Present concise, thoughtful information 

  Focus on real solutions 
 Manage expectations 
 Watch for the knee-jerk reactions 
◦  Be able to provide corrective info if 

appropriate 
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  It it’s not messy, it’s not working 
 True engagement may 
◦ Threaten identities 
◦ Challenge perceived interests 
◦ Ask tough questions 
◦  Provide difficult answers 

 Common ground is often found at the 
end of a bumpy road 

 People learn, think, talk and act differently 
  Inclusive, instructive and iterative  
 Consider media and medium 
◦ Conversations 
◦  Study groups 
◦ Online surveys 
◦  Interactive experiences 
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 Close the loop 
◦ Meet the expectations that you set 

 Explain how engagement fits into the “big 
picture” moving forward 

  Increases people’s personal stake 
 Answer the questions that you’ve asked 

 Work has a dual purpose 
◦  Solving a concrete problem 
◦  Building social intelligence (John Dewey) 
  Community communication & collaboration 
  Solve common problems 
  Enrich public life 

 New group of “usual suspects” 
◦  Impact future BOE elections 
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 Measure your results 
 Be prepared to work 
 Transparency builds trust 

 These things can work ... 
◦ Newsletter 
◦ Media Coverage 
◦  Posting Stories to the Website 
◦ Messaging System 
  Phone calls • E-Mails • Text Messaging 

 One-way communication 
 They inform but do not engage 
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   Face to Face 
   Small group discussion 
   Large group presentation 
   Phone call 
   Personal note/letter/e-mail 
   Mass-mailed letter/e-mail 
   Newsletters, brochures, etc. 
   Press coverage (newspaper, TV, etc) 
   Advertising (newspaper, TV, radio, etc) 

Most  
Effective 

Least  
Effective 

 People remember: 
◦  20 percent of what they are told 
◦  30 percent of what they see/read 
◦  50 percent of what they see and hear 
◦  70 percent of what they say 
◦  90 percent of what they do 
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 Well planned/organized meetings/events 
◦ Workshops/Open houses 

  Small group work sessions and  
one-on-one activities 

 Opinion leader groups 
  Forums/Town Hall Meetings 
  Sewing Circle 
  “Same-room” Communications 

 Methods 
◦  Focus groups/input sessions 
◦ Telephone surveys 
◦ Mail/email surveys 
◦  Internet panels 
◦ Communication audits 
◦ Tracking surveys/on-going measurement 

 Weight them appropriately 
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In a new national survey to mark the 25th anniversary of the Web, Pew Research finds further 
confirmation of the incredible spread and impact of the internet: 

Adoption: 87% of American adults now 
use the internet, with near-saturation usage 
among those living in households earning 
$75,000 or more (99%), young adults ages 
18-29 (97%), and those with college degrees 
(97%). Fully 68% of adults connect to the 
internet with mobile devices like 
smartphones or tablet computers. 

The adoption of related technologies has 
also been extraordinary: Over the course of 
Pew Research Center polling, adult 
ownership of cell phones has risen from 
53% in our first survey in 2000 to 90% 
now. Ownership of smartphones has grown 
from 35% when we first asked in 2011 to 
58% now. 

Impact: Asked for their overall judgment about the impact of the internet, toting up all the pluses 
and minuses of connected life,  the  public’s  verdict  is  overwhelmingly  positive:  

 90% of internet users say the internet has been a good thing for them personally and only 
6% say it has been a bad thing, while 3% volunteer that it has been some of both. 

 76% of internet users say the internet has been a good thing for society, while 15% say it 
has been a bad thing and 8% say it has been equally good and bad.  

Digital technology is viewed as increasingly essential 

We asked the adults who use basic technologies whether it would be hard to give them up and 
users of the internet and mobile phones made clear those technologies feel increasingly essential, 
while more traditional technologies like landline phones and television are becoming easier to part 
with: 

Has the internet been a good thing or a bad 
thing? 
% of internet users  

 

Source, Pew Research Center Internet Project Survey, January 9-12, 2014. 
N=857 internet users. 
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 53% of internet users 
say the internet would 
be, at minimum,  “very 
hard” to give up, 
compared with 38% 
in 2006. That 
amounts to 46% of all 
adults who now say 
the internet would be 
very hard to give up. 

 49% of cell phone 
owners say the same 
thing about their cell, 
up from to 43% in 
2006. That amounts 
to 44% of all adults 
who now say cell 
phones would be very hard to give up. 

 Overall, 35% of all adults say their television would be very hard to give up, a share that has 
dipped from 44% who said that in 2006.  

 28% of landline telephone owners say their phone would be very hard to give up, a major 
drop from 2006 when 48% of landline owners said it would be very hard to give up their 
wired phone. That amounts to 17% of all adults who now say their landline phones would 
be very hard to give up. 

In addition to this enthusiasm, a notable share of Americans say the internet is essential to them. 
Among those internet users who said it would be very hard to give up net access, most (61% of this 
group) said being online was essential for job-related or other reasons. Translated to the whole 
population, about four in ten adults (39%) feel they absolutely need to have internet access. 
Among those most deeply tied to the internet, about half as many (some 30%) said it would be 
hard to give up access because they simply enjoy being online. 

 

Technologies that would be very hard to give up 
% of all adults who say these technologies would be very hard or impossible 
to give up  

 

Source, Pew Research Center Internet Project Survey, January 9-12, 2014. N=1006 adults.  
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Internet adoption over time 

Adding all of these access points together, 87% of U.S. adults say they use the internet, at least 
occasionally—the highest percentage captured in a Pew Research Center poll since we began 
measuring it in 1995, when just 14% of U.S. adults had access. 

Internet use, 1995-2014 
% of American adults who use the internet, over time 

 

Source: Pew Research Center surveys, 1995-2014. 

PEW RESEARCH CENTER 

 

The latest findings illustrate remarkable growth in internet adoption across all demographic 
groups. Yet, there still are notable differences in adoption: Those ages 65 and older are 
considerably less likely to use the internet than younger Americans; those with college degrees are 
more likely than those with high school diplomas or no high school diploma to be online; and 
those in higher-income households are more likely to be online than less well-off Americans. More 
Pew Research material on digital differences can be found here. 
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Computer use, 1990-2014 
% of American adults who use computers, over time 

 

Source: Pew Research Center Surveys, 1990-2014 
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Education has always been a significant  factor  when  it  comes  to  predicting  someone’s  likelihood  to  
use a computer. In both the 1990 and the current sample, there is about a 30 percentage point gap 
in computer use between adults with a college degree and adults with a high school diploma. Age 
is also a durable predictor for computer use: 56% of adults ages 65 and older now say they use a 
computer, compared with 89% of 18-29 year olds, for example.  
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Cell phones and mobile connectivity 

Nowadays, desktop or laptop computer access is no longer a prerequisite for internet access. 
Ninety percent of U.S. adults have a cell phone and two-thirds of those say they use their phones to 
go online. One third of cell phone owners say that their primary internet access point is their 
phone, not some other device such as a desktop or laptop computer. 

Cell phone ownership, 2000-2014 
% of American adults who own a cell phone, over time 

 

Source: Pew Research Center Internet Project surveys, 2000-2014. 
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The  Pew  Research  Center’s  earliest  measure  of  cell  phone  ownership  was  in 2000, when 53% of 
U.S. adults said they had a cell phone. 

Education is less of a factor in predicting cell phone ownership than in predicting computer use: 
93% of adults with a college degree have a cell phone, compared with 87% of adults with a high 
school education or less. Age, however, is a factor: 98% of 18-29 year-olds say they have a cell 
phone, compared with 74% of adults ages 65 and older. 

 

 40% of all American homes have only 
wireless phones 

 Half to two-thirds of 18-34-year-olds 

DECEMBER 23,  2013

For most wireless-only households, look
south and west
BY DREW DESILVER (HTTP://WWW.PEWRESEARCH.ORG/AUTHOR/DDESILVER/)

The state where people most rely on their cellphones isn’t, as you might think, a busy metropolis (like New
York) or a city crowded with texting college students (like Boston). It’s scenic, sparsely populated Idaho,
where as of last year more than half (52.3%) of adults lived in households that had cut the landline-phone
cord completely.

That’s according to a recent report from the CDC’s National Center for Health Statistics (http://www.cdc.gov

/nchs/data/nhsr/nhsr070.pdf) , which has tracked the rise of wireless-only households since 2003. Close behind
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Mobile access to the internet took a huge leap forward when smartphones were introduced in mid-
2007 with the introduction of the iPhone. Now, 58% of U.S. adults say they have a smartphone. 
Higher education is associated with smartphone use, as is being younger than age 50. 

Smartphone ownership, over time 
% of American adults who own a smartphone, over time 

 

Source: Pew Research Center Internet Project surveys, 2011-2014. 
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  Ethnicity 
◦  African American – 29% 
◦  Hispanic – 16% 
◦  White – 16% 

  Age Group 
◦  18-29 – 31% 
◦  30-49 – 19% 
◦  50-64 – 9% 
◦  65+ – 5% 

  Community Type 
◦  Urban 18% • Suburban 19% • Rural 11% 
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  Ethnicity 
◦  African American – 76% 
◦  Hispanic – 73% 
◦  White – 71% 

  Age Group 
◦  18-29 – 84% 
◦  30-49 – 79% 
◦  50-64 – 60% 
◦  65+ – 45% 

  Community Type 
◦  Urban 75% • Suburban 69% • Rural 71% 

  Social Media 
◦  Facebook 
◦ Twitter 

  Streaming Meetings 
  Interactive Website  
 Audience Response Systems 
 Web surveys and polls 
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 Do you want to engage? 
◦ Key questions to ask 

 Use sound principles to guide engagement 
efforts. 

  Interact with your community on multiple 
fronts: 
◦ One-Way 
◦  Same-Room 
◦ Technology 

Merging New Technologies  
and Traditional Principles  
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and Build Consensus 
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